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This fact sheet from the Indiana Office of Utility Consumer
Counselor (OUCC) isfocused on utility disconnection and answer-
ing some of the most frequently asked questions. The OUCC pro-
videsthe following information to help you understand the rights
and obligations of both consumers and utilities related to discon-
nections.

As aconsumer, you are responsible for honoring your com-
mitmentsand paying your billsontimeandinfull. If youareunable
to pay for the utility serviceyou use, you havetheresponsibility to
contact the utility immediately to determine if alternate payment
arrangements can be made.

The OUCC does not offer financial assistancefor utility pay-
ments. However, assistanceis available through a number of pub-
lic and private programs as noted below.

Disconnection Procedures
Servicedisconnection proceduresvary by typeof utility. Dis-
connectionrulesaredetailedin Title 170 of theIndiana Administra-
tive Code, which can be found on the Internet at your local library
or www.I N.gov/legidativeliacititlel70.html. Therulesapply tothe
more than 700 utilities that are regulated by the Indiana Utility
Regulatory Commission (IURC).*

A utility may not disconnect servicefor failureto pay
for any of the following:

* Merchandise or appliances purchased from the utility providing
the service;

e Utility services provided at adifferent location, if such abill has
remained unpaid for 45 days or |ess;

* Utility servicesto a previous occupant, unlessthereis evidence
the customer is attempting to defraud the utility by using an-
other name;

* A different form or class of service; or

* The balance of adelinquent account of another customer unless
you are the guarantor of that person’s account. (Appliesto
telephone utilitiesonly.)

If you receive a disconnection notice:

Contact the utility immediately to discuss why you
are being disconnected. It isyour responsibility to
do this as soon as you realize that you may not be
able to meet a payment deadline.

Discuss payment plan options if you are facing
disconnection due to nonpayment.

Many utilities are willing to provide payment
options while continuing to provide service.
Various programs exist to assist low-income house-
holds. As noted below, the programsinclude
Lifeline/Link-Up and Home Energy Assistance,
along with other programs that may be provided by

township trustees, charities and individual utilities.

Financial Difficulty
A utility may not disconnect your service if you contact the
utility and can indicate a legitimate cause, such as financial hard-
ship, for your inability to pay the full amount. However, you must:

* Pay areasonable portion of thehill (thelesser of $10 or 10 percent
for gas, electric, water and sewer bills and the lesser of $20 or
25 percent for telephone);

* Agreeto pay the remainder within three months;

* Agreeto pay all undisputed future billswhen due; &

* Not have violated any similar payment agreement with the utility
in the last 12 months.

If you areunableto pay an unusually largebill, the utility may
not disconnect service if you contact the utility to:

* Pay areasonable portion;
* Agreeto pay therest at areasonable rate; &
* Agreeto pay all undisputed future bills.

A gas or electric utility, between December 1 and March 15,
may not disconnect service of a customer that qualifies and has
applied for the Low-Income Home Energy Assistance Program,
regardless of whether benefits are received.

Continued on Reverse...

*The lURC does not regulate municipal sewer systems. Indiana law allows certain utilities to remove themselves from IURC regulation.
They include municipal water systems; utilities operated by not-for-profit corporations; cooper ative telephone and electric companies;
privately owned telephone utilities with fewer than 40,000 access lines; and privately owned water and sewer utilitiesthat serve
fewer than 300 customers.

The Indiana Office of Utility Consumer Counselor (OUCC) is the state agency that represents the interests of
al utility consumers and the general public in matters related to the provision of utility services.
The agency is active in proceedings before regulatory and legal bodies, and committed to giving consumers a voice
in the crestion of utility service palicy.
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Disconnection Postponement: Medical Reasons
If adisconnection will cause aserious and immediate threat to
the health or safety of aperson in your household, the utility must
postpone the disconnection for 10 days if you provide a medical
statement from alicensed physician or apublic health official. This
postponement can be continued for one additional 10-day period if
an additional medical statement is provided.

Disconnection Notices

The utility must provide advance notice of the proposed ser-
vice disconnection date. If and when you receive such a notice,
you shouldimmediately contact the utility to discussways of avoid-
ing disconnection. The notice must be clearly written, precise and
easy to understand. It must also include the date of the proposed
disconnection, along with the reason for it. A disconnection no-
ticemust includethe utility’ stelephone number, in addition to con-
sumer rightsinformation or reference to arelevant publication.

Y ou must receive notice a certain number of daysin advance
of the proposed disconnection date. The time period varies by
utility:

* Natural Gas— 14 days
* Electricity — 14 days

* Water — 7 days

* Telephone -5 days

When a disconnection occur s
A utility can only disconnect service between 8:00 am. and
3:00 p.m. local time, and only on aday that the utility officeisopen
tothepublic. Service may not be disconnected for nonpayment on
any day that the utility officeis closed to the public, or after noon
of the day before any day that the utility office is closed to the
public.

A gas, electric, water or sewer utility employee must make a
reasonabl e effort to identify himself or herself to you or any other
responsible person living upon your premises before disconnect-
ing your service. (Thisdoesnot apply to telephone utilities.) The
employee should be able to answer any questions you may have
about the disconnection procedure, the reasonsthat are causing it
and theamount of any delinquent bill. He or she should attempt to
verify whether any outstanding bills have been paid or are cur-
rently in dispute. If you can provide credible evidence, such asa
paid receipt, the employee is not allowed to disconnect service.

Utilities are not required to collect any “on the spot” pay-
ments from customers in order to prevent service disconnection.
However, if your utility has authorized its employees to collect
payments, disconnection can be avoided by paying any undis-
puted amount dueto such an employee. Note: Get awritten receipt
showing date, time and the employee’s name and business ad-
dress.

If your service is disconnected, the utility employee should
notify a responsible person on the premises and provide the ad-
dress and telephone number at which the customer can arrange for
service reconnection. If no oneis at home, the employee should
leave the notice in a conspicuous place on the premises.

A utility can disconnect service without prior notice,
but only under certain circumstances:

* |f adangerous or life-threatening condition exists;

* Under an IURC or court order;

* |If the utility has detected fraudulent or unauthorized use of the
service and has reasonable grounds to believe you are re-
sponsible;

* |If the utility’ s equipment has been tampered with and the utility
has reasonable grounds to believe that you are responsible;

* If atelephone utility’s equipment is used in away that disrupts
the service of other customers; or

¢ |f unlimited accessto atoll network may mean a substantial rev-
enue loss for atelephone utility.

Getting Reconnected

Once you have resolved problems that led to utility service
disconnection, such as unpaid bills, you can apply for service
reconnection. Once you’ve applied, the utility must reconnect
your service at least within one working day after your reguest.
The utility may charge areconnection fee, but it cannot exceed the
charge approved by the lURC inthe utility’ sfiled tariffs. A deposit
may also berequested asallowed under IURC rules. If your service
has been wrongfully disconnected, the utility should restore the
service immediately and at no charge to you.

Wrongful Disconnection
If you believeautility haswrongfully or illegally disconnected
your service, you can file a complaint with the Indiana Office of
Utility Consumer Counselor (OUCC) or the Indiana Utility Regula-
tory Commission (IURC). The agencies can also assist you with
any other questions you may have, along with general concerns
about utility matters.

* Thelndiana Officeof Utility Consumer Counselor can bereached
toll free at 1-888-441-2494.

* Thelndiana Utility Regulatory Commission can be reached toll
free at 1-800-851-4268.

Financial Assistance

¢ L ow-lncomeHomeEner gy Assistancecan help low-income Hoo-
siers with gas and electric bills. Those who qualify can pre-
vent disconnection during certain months by signing up. For
more information, call the Indiana Family and Social Services
Administration toll free at 1-800-622-4973.

¢ LifelineandLink-Up telephone subsidies are available to assist
low-income househol ds with phone connection and local ser-
vice. You can learn more from your local phone company or
the OUCC.

* More assistance may be available from township trustees, pri-
vate charities and individual utilities.






